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The Veterinary Checklist for More
Affordable Care Conversations
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If your clinic has felt the pressure of slower appointment volume, delayed treatment decisions,
or more estimates that never turn into booked care, you're not alone.

This checklist is designed to help your team take that conversation from theory to action. Use
it to evaluate where your clinic already supports affordability well and where there may be
opportunities to make care feel more accessible, predictable, and easier to move forward with.

/ Talk about payment options before the estimate

If the first time a client hears about financing, care plans, or payment flexibility is when they're
already staring at a large treatment plan, you've likely introduced those options too late.

Ask yourself:

[ ] Do we mention payment options before the doctor
presents a full treatment plan?

[ ] Areour CSRs or front desk team trained to bring up
financing support naturally?

[ ] Do clients know there are options before they're in a
high-stress moment?

QUICE WIN:

Add a simple affordability script for your front
desk team to use when scheduling or
confirming appointments for larger services.




Z Give clients more than one path to yes

One financing option is better than none, but it's often not enough. The clinics creating
a smoother path to yes are offering multiple ways for clients to move forward based on
their needs.

Ask yourself:
[ ] Do we only rely on one payment solution?

Do we offer a mix of financing, care plans, or
phased treatment options?

Can clients choose a path that works for both
their pet and their budget?

QUICE WIN:

List out every affordability tool your clinic currently offers and identify the
gaps. Think beyond one lender or one conversation.
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g Make treatment costs feel more predictable

Affordability is not just about total cost. It's also about whether the experience feels
clear and manageable. When clients don't know what to expect, hesitation goes up.

Ask yourself:

Do we provide clear written estimates?
Are we sharing ranges when exact totals may vary?

Do clients understand what's urgent, what can wait,
and what their options are?

QuiIce WIN:

Review your most common estimates and identify where
your team could do a better job explaining priorities,
ranges, or next steps.




Normalize financial conversations across
the whole team

Talking about money should not fall on one person or only happen when things go
wrong. It should be a normal part of the client experience.

Ask yourself:

[ ] Does our team feel comfortable talking about money without sounding
awkward or apologetic?

[ ] Doour CSRs, techs, and doctors all approach affordability
conversations in a similar way?

[ ] Areweremoving shame from these conversations or unintentionally
adding to it?

QuiIce WIN:

Create 3 to 5 approved talking points your team can use when discussing
cost, financing, or phased care with clients.

5' Stop treating affordability like an
emergency-only conversation

If clients only hear about payment support during an urgent medical moment, they're
more likely to feel overwhelmed and less likely to say yes.

Ask yourself:

[ ] Arewe talking about care plans, wellness plans, or payment support
during preventive care visits too?

[ ] Do we proactively ask about insurance before a client needs it?

[ ] Arewe setting expectations early enough?

QuiIce WIN:

Choose one place in your workflow to introduce affordability support earlier,
like wellness visits, dental consults, or surgery scheduling.



Review whether your clinic is
unintentionally creating friction

Sometimes the biggest barriers are not the recommendation itself, but the process
around it.

Ask yourself:
[ ] Are clients waiting too long to get pricing information?
[ ] Do they have to ask multiple times about payment options?

[ ] Arewe making them choose everything all at once without context
or prioritization?

QUICE WIN:

Walk through your own estimate and discharge process as if you were a client.
Look for spots where confusion or overwhelm might show up.




For many clinics, care plans can help shift the conversation from
“Can | afford this today?" to "How can | plan for care over time?”

Ask yourself:

[]
[]

Consider whether care plans or wellness
plans could fill a gap

Do we have a structured way to spread preventive
care costs out for clients?

Are we seeing clients delay wellness, prevention, or
rechecks because of lump-sum pricing?

Could a care plan help us increase compliance and
make costs feel more manageable?

QUICE WIN:

Identify one area of preventive care where clients most
often delay and evaluate whether a care plan or recurring
payment model could help.




Make sure your team knows what to say
when clients hesitate

Hesitation is normal. Silence, awkwardness, or a rushed “let us know" response can
shut the conversation down fast.

Ask yourself:

[ ] Does our team know how to respond when a client says “l can't afford
that right now"?

[ ] Arewe training them to explore options without sounding pushy?

[ ] Do they know how to explain phased care or alternative next steps?

QUIce WIN:
Role-play two common affordability objections in your next team meeting and
build a response framework together.

Look at where delayed care is already
happening

Affordability issues usually show up in patterns before they show up in a survey.
Watch for:

preventive care that gets pushed [ ] treatment plans accepted in part,
to "next time” but not in full

[ ] dentistry estimates that don't [ ] wellness plans or recurring care
convert recommendations that are rarely
discussed

[ ] rechecks that never get scheduled

avice WiN:
Pull a list of one service area where recommendations frequently stall and ask:
what is making it hard for clients to say yes here?



/0 Pick one change to test this month

You do not need to overhaul your entire clinic workflow overnight. The goal is to identify
one or two changes that make the path to yes easier for clients and easier for your
team to navigate.

This month, we will:

[]
[]
[]
[]
[]
[]
[]

Add a payment options script for the front desk

Review our most common treatment estimates for clarity
Train the team on affordability conversations

Revisit care plan or wellness plan options

Add affordability messaging to preventive care visits
Audit one area where treatment plans are stalling

Create a simple handout or digital page explaining payment options




Bringing it all together

Helping more clients say yes to care doesn't mean lowering your standards or
discounting medicine. It means building a clinic experience that feels clearer, more
flexible, and more manageable for the people who already want to do the right thing for
their pets.

A smoother path to yes often starts with small changes:

[ ] Clearer communication [ ] More predictable payment
pathways
[ ] Earlier conversations
[ ] Ateam that feels confident talking
about money without shame

And when those pieces come together, clinics are better positioned to protect
appointment volume, improve compliance, and help more pets get the care they need.

Want help creating a smoother path to yes?

Otto helps veterinary clinics reduce friction with tools like automated communication,
online booking, digital forms, and care plan support so it's easier for clients to move
forward with care.
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Book a demo to see how Otto can
help your clinic create a better
client experience.

Learn more or book
a demo at otto.vet
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